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CREATE A TEMPORARY CIALER FILE FOR USE IN CONTACTING THEE
PLURALITY OF CUSTOMERS IN REFERENCE TO THE ACCOUNTS, WHEREIN
THE DIALER FILE 1S BASED AT LEAST PARTIALLY ON THE ONE OR MORE
PARAMETERS OF THE DISASTER RELIEF EVENT, AND WHEREIN CREATING
THE DIALER FILE COMPRISES DETERMINING TO EXCLUDE A TELEPHONE
NUMBER FROM THE DIALER FILE IN RESPONSE TO DETERMINING THE
TELEPHONE NUMBER IS ASSOCIATED WITH THE DISASTER RELIEF EVENT,
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AUTOMATICALLY SUSPEND CONTACT TO ONE OR MORE CUSTOMERS
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TEMPORARY DIALER FILE
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DISASTER RELIEF EVENT CALL
FLAGGING

BACKGROUND

In 1991, the Telephone Consumer Protection Act (TCPA)

was passed by the United Stated Congress and signed into
law. One provision of the TCPA prevents automated tele-
phone equipment from dialing any telephone number
assigned to a paging service, cellular telephone service, spe-
cialized mobile radio service, or other radio common carrier
service, or any service for which the called party 1s charged
for the call without the prior express consent of the called
party. Thus, there 1s a need for a system to determine whether
an entity has permission to contact a customer via automated
telephone equipment.

SUMMARY

The following presents a simplified summary of one or
more embodiments of the invention in order to provide a basic
understanding of such embodiments. This summary 1s not an
extensive overview of all contemplated embodiments, and 1s
intended to neither 1dentify key or critical elements of all
embodiments, nor delineate the scope of any or all embodi-
ments. Its sole purpose 1s to present some concepts of one or
more embodiments 1n a simplified form as a prelude to the
more detailed description that 1s presented later.

Embodiments of the invention relate to apparatuses, meth-
ods, and computer program products for providing disaster
relief event call flagging. An exemplary system may comprise
a computer apparatus including a processor and a memory,
and a soitware module stored in the memory, comprising
executable mstructions that when executed by the processor
cause the processor to create a disaster relief event associated
with a plurality of customer accounts maintained by an entity,
where the disaster relief event comprises one or more param-
cters that identily locations associated with the disaster relief
event. The system may then create a temporary dialer file for
use in contacting the plurality of customers in reference to the
accounts, where the dialer file 1s based at least partially on the
one or more parameters of the disaster relief event. Creating
the dialer file may comprise determining to exclude a tele-
phone number from the dialer file 1n response to determining,
the telephone number 1s associated with the disaster relief
event, and determining to exclude a telephone number from
the dialer file 1n response to determining the account related to
the telephone number 1s associated with the disaster relief
event. In response to creating the temporary dialer file, the
system may automatically suspend contact to one or more
customers based at least partially 1n response to the telephone
numbers of the one or more customer being excluded from the
temporary dialer file.

In some embodiments, the system 1s further configured to
determine to not automatically suspend contact to one or
more customers based at least partially the delinquency stage
or product type of the one or more customer accounts.

In some embodiments, determining to not automatically
suspend contact to one or more customers based at least
partially the delinquency stage or product type of the one or
more customer accounts further comprises the system being,
configure to determine to not exclude a telephone number
from the dialer file i response to determining the account
related to the telephone number 1s a predetermined number of
days 1n payment arrears or associated with a predetermined
product type.
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In some embodiments, the system 1s further configured to
present, to a user, a warning message associated with the
disaster relief event, wherein the warning message indicates
at least one customer telephone number or account has been
assoclated with the disaster relief event, and wherein the
warning 1s presented on a user interface associated with the
user.

In some embodiments, the warning message 1s configured
to allow the user to request, via the user interface, to receive
additional information related to the disaster relief event,
acknowledge, via the user interface, that the warning was
received, override, via the user interface, the warning mes-
sage and not automatically suspend contact to one or more
customers, or manually select, via the user interface, to auto-
matically suspend contact to one or more customers.

In some embodiments, the customer has a first and second
account maintained by the entity, where the disaster relief
event 1s only associated with the first account such that auto-
matically suspending contact to the customer on behalf of the
entity comprises determining to not contact a customer based
at least partially on determinming the reason for contacting the
customer 1s associated with the first account; and determining
to contact a customer based at least partially on determining
the reason for contacting the customer 1s associated with the
second account.

In some embodiments, the entity contacts the customer
using an automated dialer, where automatically suspending
contact to the customer on behalf of the entity comprises
blocking the automated dialer from dialing one or more tele-
phone numbers associated with the customer.

In some embodiments, a dialer file comprising the one or
more telephone numbers associated with the customer 1s
stored 1n the memory, where creating the temporary dialer file
comprises removing one or more telephone numbers from the
dialer file such that after removing the one or more telephone
numbers from the dialer file the plurality of customers cannot
be contacted at the one or more telephone numbers on behalt
of the entity.

In some embodiments, the system 1s configured to provide
a user interface for creating the disaster relief event, and
wherein the user interface 1s configured to automatically
import information 1nto at least one user input field within a
user interface, and wherein the imported information 1s 1n an
aggregated format.

In some embodiments, the system 1s further configured to
receive, via user iput into a user intertace, a request to delete
the disaster relief event associated with a customer having the
at least one account maintained by an entity; and in response
to receiving the request to delete the disaster relief event,
automatically mitiate contact to the customer on behalf of the
entity.

The features, functions, and advantages that have been
discussed may be achieved independently in various embodi-
ments of the present mnvention or may be combined with yet
other embodiments, further details of which can be seen with
reference to the following description and drawings. Addi-
tionally, as will be appreciated by one of ordinary skill in the
art, the features, functions, and advantages that have been
discussed may include and/or be embodied as an apparatus
(1including, for example, a system, machine, device, computer
program product, and/or the like), as a method (including, for
example, a business method, computer-implemented process,

and/or the like), or as any combination of the foregoing.

BRIEF DESCRIPTION OF THE DRAWINGS

Having thus described embodiments of the mvention 1n
general terms, reference will now be made to the accompa-
nying drawings, which are not necessarily drawn to scale, and
wherein:
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FIG. 1 provides a high level process tlow illustrating the
unified recovery process, in accordance with one embodi-
ment of the present disclosure;

FIG. 2 1s an exemplary screenshot of a graphical represen-
tation of user interface for creating disaster relief events, in
accordance with one embodiment of the present disclosure;

FIG. 3 1s an exemplary screenshot of a graphical represen-
tation of user interface for creating disaster relief events, in
accordance with one embodiment of the present disclosure;

FI1G. 4 1s an exemplary screenshot of a graphical represen-
tation of user interface for searching disaster relief events, in
accordance with one embodiment of the present disclosure;

FIG. 5 1s an exemplary screenshot of a graphical represen-
tation of a primary information screen for a customer, in
accordance with one embodiment of the present disclosure;

FIG. 6 1s an exemplary screenshot of a graphical represen-
tation of a primary information screen for a customer, in
accordance with embodiments of the disclosure;

FIG. 7 1s a block diagram 1llustrating exemplary technical
components ol a financial institution banking system, in
accordance with an embodiment of the present disclosure;
and

FIG. 8 1s a block diagram of an environment for imple-

menting a system to determine permission to contact, in
accordance with an embodiment of the present disclosure.

DETAILED DESCRIPTION OF EMBODIMENTS
OF THE INVENTION

Embodiments of the present disclosure now may be
described more fully heremnatter with reference to the accom-
panying drawings, 1n which some, but not all, embodiments
of the disclosure are shown. Indeed, many different forms
may be possible and the disclosure should not be construed as
limited to the embodiments set forth herein: rather, these
embodiments are provided so that this disclosure may satisty
applicable legal requirements. Like numbers refer to like
clements throughout.

Where possible, any terms expressed in the singular form
herein are meant to also include the plural form and vice
versa, unless exphcltly stated otherwise. Also, as used herem
the term “a” and/or “an” shall mean “one or more,” even
though the phrase one or more” 1s also used herein. Further-
more, when 1t 1s said herein that something 1s “based on”
something else, 1t may be based on one or more other things
as well. In other words, unless expressly indicated otherwise,
as used herein “based on” means “based at least in part on™ or
“based at least partially on.”” It should also be understood that
while some embodiments describe the methods or products as
comprising one or more elements, the methods or elements
may also consist of or consist essentially of the elements
disclosed herein.

Furthermore, the term “product” or “account” as used
herein may include any financial product, service, or the like
that may be provided to a customer from an entity that sub-
sequently requires payment. A product may include an
account, credit, loans, purchases, agreements, or the like
between an entity and a customer. The term “relationship™ as
used herein may refer to any products, communications, cor-
respondences, information, or the like associated with a cus-
tomer that may be obtained by an entity while working with a
customer. Customer relationship data may include, but 1s not
limited to addresses associated with a customer, customer
contact information, customer associate information, cus-
tomer products, customer products in arrears, or other infor-
mation associated with the customer’s one or more accounts,
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4

loans, products, purchases, agreements, or contracts that a
customer may have with the entity.

Although embodiments of the present invention described
herein are generally described as involving an entity, it will be
understood that entity may involve one or more persons,
organizations, businesses, institutions and/or other entities
such as financial institutions, that implement one or more
portions of one or more of the embodiments described and/or
contemplated herein.

Thus, apparatus, systems, methods and computer program
products are herein disclosed for implementing disaster relief
call flagging. Inasmuch as financial institutions often contact
customers to discuss accounts and/or offer new products,
specific embodiments disclosed herein relate to financial
institutions. However, such embodiments are exemplary.

The present invention may be used in conjunction with a
unified recovery system where the system 1s configured to
create disaster relief events associated with customer com-
munications related to the unified recovery system. The sys-
tem may compile various recovery programs across an entity.
In this way, all recovery programs may be centralized, such
that the representative can log 1mnto a single system. This
climinates requiring the representative to log into a plurality
ol software programs in order to view and understand all
relationships a customer has with the entity.

The system may determine regulations and internal restric-
tions associated with individual customer communications.
Regulations may include laws or other regulations regarding
the time of day a customer may be contacted, the amount of
times within a given day/week/month that a customer may be
contacted, a telephone number in which a customer may be
contacted, or the like. As such, the system ensures that the
representatwe 1s following all regulations and/or laws regard-
ing the contacting of customers with products having pay-
ments 1 arrears. Internal regulations may include any rule
that an entity may put 1n place to restrict or warn a represen-
tative prior to the representative contacting a customer or
during the representative’s communication with the cus-
tomer. For example, an internal regulation may be set based
on a customer communication preference, such as a specific
telephone number to utilize for communications with the
customer. In another example, the entity may identity an
event that requires the entity to delay in communicating with
a customer regarding a product with a payment 1n arrears
(e.g., a natural disaster 1n the geographic are where the cus-
tomer 15 located or another known event that may interfere
with a customer providing payment).

In some embodiments, the regulations or restrictions may,
in some 1nstances, be overridden by the representative. In this
way, the representative may still contact the customer even 11
a regulation or restriction 1s in place. The representative may
need to mput a reason for overriding the regulation or restric-
tion. In some embodiments, the regulation or restriction may
not be overridden by any representative. In this way, the
system will not allow the representative to communicate with
the customer at that time. In some embodiments, no regula-
tion or restriction may be placed on a customer communica-
tion. As such, the representative may contact the customer at
any time.

The system may utilize the regulations and restrictions to
create rules for customer commumnications. These rules may
be created and applied to a customer on a customer-by-cus-
tomer basis. In this way, each customer, based on the custom-
er’s location, telephone number, or the like, may have a
unique set of rules applied for him/her based on regulations
and/or restrictions that may apply to the customer having
payments 1n arrears for products. Once the rules have been




US 9,398,167 B2

S

created and applied, the determined rules may be correlated
with each individual customer having payments 1n arrears. In

some embodiments, the system to determine permission to
contact 1s also used to determine rules for when a customer
may be contacted.

The system may provide a unified application 200 for
displaying a customer relationship to an appropriate repre-
sentative. The unified application 200 has specific regula-
tions, restrictions, and prior customer correspondence asso-
clated therewith. An appropriate representative may be
identified by the system based on which representative has
experience with that particular customer, knowledge with a
particular account 1n arrears, or general expertise regarding a
field associated with the primary account for recovery. The
system may 1dentily and match the customer with the appro-
priate representative based on these factors.

The system may allow the representative to nitiate a com-
munication with the customer. Allowing the representative to
initiate a communication with a customer may be based on the
determined regulations and restrictions. In some embodi-
ments, the regulations and restrictions will not allow a repre-
sentative to communicate with the customer. In some
embodiments, the regulations and restrictions will warn
against communicating with the customer. However, a repre-
sentative may be able to overrnide the warning. In some
embodiments, the regulations and restrictions will allow a
representative to communicate with the customer.

The system may track and store details regarding the cus-
tomer communications. In this way, the system may track the
disposition of the communication, such as determining 11 a
communication was answered by the customer, a busy signal
was received, or that the customer answered the communica-
tion. The system may 1dentily the date, time, means of com-
munication (such as specific telephone number, email
address, or the like). Furthermore, the system may store any
comments or notes made by the representative during the
communications.

Method for Providing Disaster Reliet Event Call
Flagging

Referring now to FIG. 1, a general process flow 100 1s
provided for altering customer contact procedures whereby
the customer 1s associated with a disaster relief event. In some
embodiments, the process flow 100 1s performed by a system
(1.e., one or more apparatuses) having hardware and/or soft-
ware configured to perform one or more portions of the pro-
cess tlow 100. In such embodiments, as represented by block
110, the system 1s configured to create a disaster relief event
associated with a plurality of customer accounts maintained
by an entity. The disaster relief event may comprise param-
cters (e.g. states, postal codes, area codes, and the like) that
identify locations associated with the disaster relief event. As
represented by block 120, the system 1s also configured to
create a temporary dialer file for use 1n contacting the plural-
ity of customers in reference to the accounts, the dialer file
being based at least partially on the one or more parameters of
the disaster reliet event. As represented by block 130, in
response to the creation of the temporary dialer file, the sys-
tem 1s also configured to automatically suspend contact to one
or more customers based at least partially 1n response to the
telephone numbers of the one or more customer being
excluded from the temporary dialer file.

It will be understood that the system having the process
flow 100 can include one or more separate and/or different
apparatuses. For example, 1n some embodiments of the mnven-
tion, a single apparatus (e.g., entity computing platform 820
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described in connection with FIG. 8) 1s configured to perform
all of the portions of process tlow 100 represented by blocks
110 to 130. However, 1in some other embodiments, a first
apparatus (e.g., entity computing platform 820 described 1n
connection with FI1G. 8) 1s configured to perform the portions
of process flow 100 represented by blocks 120 and a second
apparatus (e.g., representative workstation 830 described 1n
connection with FI1G. 8) 1s configured to perform the portions
of process tlow 100 represented by block and 110 and 130.

Regarding block 110, the phrase “disaster reliel event”
may refer to mitiating and/or implementing specialized con-
tact procedures for contacting customers and/or initiating
contact 1n relation to customer accounts which have been
determined to be associated with one or more instances of
disaster relief efforts 1n a particular region. The disaster relief
event may be further associated with any written and/or ver-
bal annotations that identily an instance of disaster relief
clforts 1n a particular region. The disaster relief event may be
created by an authorized third party entity, or created by the
entity responsible for contacting the customer.

The disaster relief event may be related to customer
accounts that have one or more payments in arrears with the
entity such that the disaster relief events may be created via a
user interface associated with a unified recovery system, and
in particular a unified application 200 to aid in payment 1n
arrears recovery. Prior to providing the user interface for
creating disaster relief events the system may first identify
customer relationships across an entity. In this way, the sys-
tem may 1dentify all products that a customer may have with
the enfity across one or more lines of business within the
entity. As such, addresses, affiliates, phone numbers, cus-
tomer products, products with payments that are in arrears
and any other information associated with a single customer
may be gathered across the lines of business of an entity. The
data associated with the customer relationships may be col-
lected and compiled in association with the customer. All
relationship data may be stored in association with the cus-
tomer 1mcluding those products and/or accounts that are in
arrears. The products and/or accounts that have payments 1n
arrears that are associated with that particular customer are
then i1dentified. A product or account with a payment in
arrears may be qualified as being in arrears based on the entity
itself and/or agreements for payment between the customer
and the entity. For example, after the due date for payment for
the product or after a predetermined number of days atter the
due date, the product may be considered by the entity to be 1n
arrears. Furthermore, the accounts or products with payments
in arrears for people affiliated with that customer, such as
when the customer 1s a guarantor for the associate or the like,
may also be i1dentified by the system. People affiliated with
the customer may include friends, family, or the like associ-
ated with the customer.

Further concerning block 110, the system may then pro-
vide a unified application 200 to a representative of the entity
for customer communications. The unified application 200
provides the representative with an across the entity view of
the customer’s relationship with the entity as well as infor-
mation associated with the primary account and other
accounts with payments 1n arrears. The unified application
200 may further provide a user interface for creating disaster
relief events to be associated with the customer account-
related communications. In some embodiments, providing a
user mterface for creating disaster relief events to be associ-
ated with the customer account-related communications may
turther comprise presenting a graphical user interface (GUI)
for creating disaster relief events on a workstation of the
entity representative. The representative may then be able to
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interact with the user interface for the purpose of creating
disaster relief events to be associated with the customer
account-related communications. In an exemplary embodi-
ment the user interface for creating disaster relief events may
be directly launched from within the unified application 200
provided to the user. In this way, the unified application 200
may comprise one or more option tabs for selection, where
the option tabs may indicate different users interfaces, forms,
and/or reporting tools that are available to the representative
from within the unified application 200. For example, as
illustrated 1n FI1G. 2 through FI1G. 6, the option tabs for selec-
tion may include, but not be limited to, a queue explorer tab,
a domain data administration tab, a search queues tab, one or
more customer proifile tabs, one or more customer contact
preferences tab, a disaster relief event tab 300, a disaster relief
l1ist tab 400, one or more disaster relief event related tabs 500
and the like. It should be noted that any options that are
selectable via tabs presented within the unified application
200, may additionally be selectable by others means not
contemplated herein, including but not limited to, buttons,
voice commands, text commands, and the like.

In an exemplary embodiment, the user interface for creat-
ing disaster reliet events 1s directly related to the disaster
reliel event form and/or tab 300 such that in response to
selecting the disaster relief event tab 300 a plurality of sub-
sidiary input fields are presented within the user interface for
the purpose of creating an instance of a disaster relief event.
After creating a disaster relief event, one or more additional
disaster relief event related tabs may be populated within the
unified application 200, where each tab 1s either associated
with an individual instance of a disaster relief event location
or associated with specific contact procedures related to a
plurality of disaster relief event locations. For example, as
illustrated 1n FIG. 2 through FI1G. 4, four additional disaster
reliet event related tabs 500 are populated within the unified
application (e.g. “DRE OCA Not prevented”, “DRE CR Zip,
Area, St, DLQ-HO”, “DRE NONSTRATGY DLQ 17, and
“DRE BL, State, Area, Zip, DLQ on DRE”). In some embodi-
ments, information presented within the additional tabs 500
may be independent of one another, and in other embodi-
ments information presented within the additional tabs may
be interrelated. In the primary disaster relief tab, the informa-
tion may be related to one or more disaster relief events. In
this way, the representative may add and/or remove disaster
reliet events that are presented on the user interface based on
the related disaster relief efforts as they potentially change.
The removal of a specific disaster reliel event may subse-
quently result 1n the automatic removal of the additional tab
related to a specific disaster relief event. For example, disaster
reliel events 1n a specific State, Area, and or Zip code region
may end such that personnel associated with the entity may
select to edit and/or remove the disaster relief event from
within the disaster relief event tab 300, resulting 1n the addi-
tional disaster relief event related tab also being removed
from the unified application 200.

Further concerning block 110, 1n response to selecting the
disaster relief tab and/or option 300 from within the unified
application 200, the system may then present the user inter-
face for creating disaster relief events to be associated with
customer account related communications. The disaster relief
event may comprise one or more parameters that identily
locations and/or regions associated with the disaster relief
event. In an exemplary embodiment, the disaster relief event
1s Turther associated with and/or related to customer accounts
which have financial agreements established on behalf of the
customer between a financial mstitution and/or an entity. In
some embodiments, recerving information via the user inter-
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face and/or form for creating disaster relief events 300 may
further comprise manually recerving information 1nto one or
more user mput fields within the user interface and/or form
for creating disaster relietf events 300. For example, informa-
tion received in the manual mput fields may include event
name, event end date, event descriptions, other event param-
cters, and the like. Information within the user input fields
may be populated based on user input from a representative
associated with the entity responsible for maintaining the
customer accounts. The received information may be directly
inputted 1into the user interface that 1s being presented on the
representative’s workstation. The recerved information may
typically be provided via one or more user input devices
associated with the representative’s workstation. The user
interface may indicate the type and/or categories of informa-
tion that may be received, where a portion of the information
may be required, and a portion of the information may be
optional. Methods for recerving information may include, but
not be limited to, manually inputting information into the user
interface and/or form using an mput device, manually select-
ing options ifrom one or more drop down menus, manually
selecting yes or no options using selectable mput methods
(e.g. radio buttons, check boxes), and the like.

In an exemplary embodiment the user interface for creating
disaster relief events 1s embodied by a form presented from
within the unified application 200 and configured to receive
information related to a particular instance of disaster relief
elforts. For example, as illustrated 1n FI1G. 2 through FIG. 4,
the disaster relief event form 300 and/or user interface may be
configured to recerve mmformation via various iput fields
such as the event name, event end date, event description,
disclosure names, last modified by name, last modified date
and the like. The disaster relief event form 300 and/or user
interface may be configured to alter information within the
form via various buttons and/or options such as options to
update all information, refresh mnformation, initiate import of
information, delete or a subset of information, save informa-
tion, and the like.

The disaster relief event form 300 and/or user interface
may additionally be configured to receirve information via
various polling buttons and/or drop down menus such as poll
buttons for reporting whether or not to prevent calling for
consumers and small business cards that are up-to-date
(UTD), or a certain number or days 1n arrears and down
menus for reporting whether or not to prevent communication
relate to all products. In this way, the user interface may
comprise Tunctionality that allows an individual creating the
disaster relief event to customize the systems adherence to the
disaster relief event based at least partially on the delinquency
stage (e.g. 30+ days 1n arrears, 60+ days 1n arrears, 90+ days
in arrears, and the like) or product type (e.g. credit card,
mortgage, small business loan, and the like) of the customer
account. For example, 1f a first customer 1s two payments
behind, and a second customer 1s six payments behind, the
system may determine to contact the customer that i1s six
payments behind despite the creation of a disaster relietf event
that attempts to suspend contact to the customer. In this way,
if 1t 1s determined that the system should still initiate contact
to the customer, despite the contact procedures that have been
implemented on behalf of the disaster relief event, the system
may opt to skip one or more steps that are discussed herein to
prevent calling customer during the disaster relief event (e.g.
removing the customers number from a temporary dialer file).

In some embodiments, information such as the last modi-
fied by name and last modified date may be automatically
populated within the form by the system. As such, recerving
information via the user interface and/or form for creating
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disaster relief events 300 may further comprise automatically
populating one or more information fields within the user
interface and/or form for creating disaster relief events 300. In
this way, a user may alter information on the disaster relief
event form 300 such that the information related to the user
that modified the form and the last time the information was
modified 1s automatically populated within the form. In some
embodiments, a primary description associated with the
disaster relief event 1s provided at the top of the disaster relief
event form such that the information provided in the descrip-
tion 1s extracted and automatically populated and/or prefilled
into other user input fields for which the user has not yet
provided specified information related to the disaster relief
event. For example, if the user provides a description of the
disaster relief event that includes information pertinent to the
state, postal code, and/or area code associated with the event,
information related to the state, postal, and/or area code may
be automatically i1dentified within the description text and
extracted and imported into at least one other empty user
input field within the form. The fields may be populated based
on one more standards or rules that are provided by the
business entity responsible for maintaining the umfied appli-
cation 200. In some embodiments, the field 1s partially popu-
lated based on one or more options presented within a drop
down menu in the user interface and/or form for creating
disaster relief events 300.

In some embodiments, information may be automatically
uploaded and/or imported to the system 1n an aggregate form
for the creation of one or more disaster relief events. For
example, a line of business call center may receive a list of zip
codes that have been impacted by a disaster. When creating
the disaster relief event the system may be configured to
receive a mass number of zip codes that have been impacted
by the disaster relief event and upload the plurality of zip
codes to the system, and more specifically the user interface
associated with the disaster relief event, as opposed to a user
manually entering each zip code on a single basis into the user
interface associated with creating the disaster relief event.

In some embodiments, the disaster relief event description
may be presented to a general population of individuals
within the business entity. In this way, the event description
may be customizable by the individual that created the disas-
ter relief event. An individual may enter customizable text to
be presented to representatives when populating information
related to the disaster relief event on a multitude of represen-
tative workstations. For example, a user may create a disaster
reliel event and customize the description to state “A hurri-
cane warning has been 1ssued for State A, the customer should
not be contacted during this time period”, as such when the
customer account 1s presented to the representative a notifi-
cation displaying the customized event description may addi-
tionally be treated to the representative.

The disaster relief event form 300 and/or user interface
may additionally be configured to recerve information via
various 1mport and/or manual entry method menus such as
importing information regarding disaster related state or
postal/area codes or manually adding information related to
disaster code type, disaster codes, start dates, end date, and
the like. In some embodiments, recerving information via the
user 1nterface and/or form for creating disaster reliel events
400 may further comprise importing information 1nto one or
more mnformation fields within the user interface and/or form
by populating the fields based on information that 1s available
to the business entity and either stored locally or remotely
accessible by the system for the purpose to importing the
information 1nto the user interface and/or form for creating
disaster reliet events 400. For example, various items of
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required information may be known to the system based on
third party databases or the like responsible for reporting
disaster reliel efforts (e.g. state codes, postal codes, area
codes, and the like). As such, the system may access the
information known to the system and import at least portion
of the mformation into the user interface and/or form for
creating disaster reliet events 400.

In some embodiments, receiving information within the
user interface and/or form for creating disaster relief events
300 may further comprise verifying the received information
for accuracy and completion. In such an embodiment, the
system may have pre-defined criteria for information that
must be explicitly provided by the user such as the event name
and event end date. As such, the system may be further con-
figured to review the received information provided via user
input to verily that each item of required information has been
provided. In an instance where one or more 1tems of required
information are determined to be missing from the form, the
system may then be configured to present an error message (1n
an mstance where the user attempts to submit and/or save the
disaster relief event prior to providing the missing informa-
tion) and further prompt the requesting entity to provide the
missing items ol information prior to submitting and/or sav-
ing the disaster relief event. In some embodiments, the disas-
ter reliel event 1s created in response to the user saving the
user mput provided within the user interface such that the
event will not be created until the missing items of required
information have been provided. The system may be further
configured to review the received disaster relief event to
verily that each item of required information is accurate. For
example, the system may verily that the mputted disaster
codes and/or area codes are parameters of valid disaster types
and locations. In an instance where one or more 1tems of
required mformation are determined to be invalid, the system
may then be configured to present an error message (in an
instance where the user attempts to submit and/or save the
disaster relief event prior to providing valid information) and
turther prompt the requesting entity provide the invalid 1tems
of information prior to submitting and/or saving the disaster
relief event.

In some embodiments, authorization to create a disaster
relief event may be based on the system user’s administration
rights. For example, a user with administrative rights (e.g.
business line manager) may have access to create, view, edit,
and delete disaster relief events. Likewise a system user with-
out admimstrative (e.g. business line call center representa-
tive) rights may have limited functionality to interact with
disaster relief events. For example, the representative may be
limited to only being able to view details of a particular
disaster reliel event but unable to create the disaster relief
events, edit details of the event, or delete a disaster relief
event. In this way, the system may be configured to determine
whether or not user has access or authorization to create a
disaster relief event and perform various additional functions
discussed herein, and further configured to block users that
are unauthorized from creating, editing, and deleting disaster
relief events.

Regarding block 120, after creating the disaster relief
event, and 1n some embodiments 1n response to creating the
disaster relief event, the system may be configured to create a
temporary dialer file for use in contacting a plurality of cus-
tomers 1n reference to customer accounts maintained by the
entity. The dialer file may be additionally based on the one or
more parameters of the disaster relief event. In some embodi-
ments, the customer 1s contacted on behalf of the entity using
an automated dialer (also referred to as an autodialer). The
autodialer may be used to contact any telephone number
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assigned to a paging service, cellular telephone service, spe-
cialized mobile radio service, or other radio common carrier
service, or any service for which the called party 1s charged
for the call. An autodialer 1s a computerized and/or mechani-
cal system for communicating with a contact, such as an
autodialer for dialing phone numbers. Analogous systems for
email, text messages, or the like may also be considered
autodialers.

In some embodiments, a dialer file and/or call list compris-
ing one or more telephone numbers associated with each of
the customer 1s stored 1n the memory. As shown in FIG. 4, the
dialer file may be further associated with customer accounts
and accessible from within the user interface for creating
disaster relief events. In such an embodiment, telephone num-
bers within the dialer file may be temporanly restricted from
contact on behalf of the entity 11 the number and/or accounts
are associated with the disaster relief event. The restriction of
the telephone numbers may result 1n the creation of a tempo-
rary dialer file for use in contacting customers during the
disaster relief event. The system may then automatically sus-
pend contact to one or more customers inresponse to numbers
being excluded from the temporary dialer file. In this way the
autodialer does not have access to the telephone number for
automated dialing, and a representative of the entity does not
have access to view the telephone number for the purpose of
manually dialing the customer.

In some embodiments creating the dialer file comprises the
system being configured to determine to exclude a telephone
number from the dialer file 1 response to determining the
telephone number 1s associated with the disaster relief event.
For example, the area code of the telephone number may be
equivalent to a parameter that defines the location of the
disaster relief event. In other embodiments, creating the dialer
file comprises the system being configured to determine to
exclude a telephone number from the dialer file in response to
determining the account related to the telephone number 1s
associated with the disaster relief event. For example, the
state or postal code of the address related to the account may
be equivalent to a parameter that defines the location of the
disaster relief event.

In some embodiments creating a disaster relief event may
turther comprise the system being configured to maintain a
record/history of the created disaster relief events such that
the history 1s searchable by either the entity associated with
the account, the customer, or a third party entity. As illustrated
in FI1G. 4, a disaster relief list tab 400 may be presented to the
entity representative within the unified recovery application
200. The disaster relief list tab 400 may present a listed record
of disaster relief events that have been previously created. The
listed record may comprise various items and/or parameters
of information including, but not limited to, identification
numbers, disaster reliel event names, disaster relief event
descriptions, update time, user 1identification of the user that
last updated the disaster relief event, and the like. The disaster
reliet list tab 400 may also comprise user input fields for
receiving input that define search criteria for searching the
disaster relief list. For example, the representative may input
“to” and “from” dates that define a period of time for which
disaster relief events from the disaster relief list should be
presented. The system may be additionally configured to
archive one or more disaster relief events in memory such the
disaster relief list tab 400 comprises user mput fields for
specilying whether or not a disaster relief event record should
be archived in memory, and specilying whether previously
archived records should be included 1n search results.

Regarding block 130, after creating the temporary dialer
file for use 1n contacting the plurality of customers 1n refer-
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ence to the account, the system may be configured to auto-
matically suspend contact to one or more customers based at
least partially 1n response to the telephone numbers of the one
or more customers being excluded from the temporary dialer
file. As such in some embodiments, suspending contact to the
customer on behalf of the entity may further comprise block-
ing the autodialer from dialing and/or messaging one or more
phone numbers associated with the customer.

In some embodiments, the dialer file 1s generated prior to
the beginning of the business day such that a customer may
still be contacted 11 the disaster relief event 1s created after the
dialer file has been generated for the day. In other embodi-
ments, the dialer file 1s periodically regenerated throughout
the day such that a customer may be potentially contacted
during a period of time after the disaster relief event 1s created
until the dialer file 1s regenerated and configured to exclude
the telephone numbers and/or accounts associated with the
disaster relief event. In yet another embodiment, the dialer file
1s automatically regenerated 1n response to the creation of the
disaster relief event such that contact to the customer 1s imme-
diately suspended 1n response to the request being received.
In some embodiments, as shown 1n FIG. §, the representative
of the entity may be restricted from manually dialing the
customer and/or prompted to not manually dial a customer by
presenting the representative with one or more visual indica-
tors within the unified application 200 that indicate the cus-
tomer account or telephone number 1s associated with a disas-
ter relief event and should therefore not be contacted. For
example, the system may present the representative with a
warning message 310, as 1llustrated 1n FIG. 3, indicating the
customer telephone numbers and/or accounts have been asso-
ciated with a disaster relief event and the representative 1s not
permitted to contact the customer on behalf of the enftity. The
warning message may be presented prior to removing the
telephone number from the call list and/or dialer file. The
warning message 310 may provide the representative with
various additional options. For example, the representative
may request to receive additional information, acknowledge
the warning, override the warning and continue initiating
customer contact, or manually select to not contact the cus-
tomer. In an 1nstance the representative selects an option to
override the warning and continue 1nitiating customer con-
tact, the representative may additionally provide reasoning
for continuing customer contact via one or more user iput
fields (e.g. a drop down menu). As illustrated 1n FIG. 6, 1n
some embodiments the representative may additionally
manually suspend contact to the customer using a “stop dial-
ing function” 520.

In some embodiments, the customer may have a plurality
of accounts maintained by the entity (e.g. a first and a second
account maintained by the entity) such that the disaster relief
event 1s not associated with all of the accounts (e.g. only
associated with the first account). As such, the disaster relief
event may or may not be associated with every account that
the customer has maintained by the entity, such that contact
procedures associated with disaster relief events are imple-
mented at an account level versus being implemented at a
customer level. In such an embodiment at least one parameter
associated with the disaster relief event may specily that the
disaster relief event 1s only associated with a first account of
the user such that the system may then automatically suspend
contact to the customer by determining to not contact a cus-
tomer based at least partially on determining the reason for
contacting the customer 1s associated with the first account,
and determiming to contact a customer based at least partially
on determining the reason for contacting the customer is
associated with the second account. In this way the autodialer
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may be configured to determine on an individual account
level whether or not a disaster relief event affects a specific
account and further determine not to dial the one or more
phone numbers associated with the specific account. As such,
the different accounts may have similar and/or different
phone numbers and contact information associated with them
such that at least a portion of information is restricted from
contact if associated with disaster relief event.

In some embodiments, a disaster relief event may specity
time periods (e.g. times of days, weeks, months, quarters,
years, and the like) in which customers are available and/or
unavailable to be contacted based on the start and end dates
associated with the disaster relief efforts. In such an embodi-
ment at least one rule associated with the disaster relief event
may specily a time period in which the customers are unable
to be contacted. The system may then automatically suspend
contact to the customer by restricting the entity from contact-
ing the customer during the specified period of time. In this
way the autodialer may be restricted from automatically dial-
ing the customer during specific periods ol times based on the
rules, and a representative of the entity may be restricted from
manually dialing the customer during specific periods of
time. In some embodiments, a representative of the entity
may be restricted from manually dialing the customer by
disabling their phone or contact device from being able to dial
the customer’s numbers.

In some embodiments, as previously discussed, the system
1s further configured to remove and/or delete the disaster
reliel event associated with customers in the disaster relief
area and having the at least one account maintained by an
entity. In such an embodiment, the disaster reliel event 1s
deleted such that 1n response to deleting the disaster relief
event, the system may automatically mitiate contact to the
customer on behalf of the entity based at least partially 1n
response the customers being contacted based on the original
dialer file and/or the customers telephone numbers being
included 1n the temporary dialer file. In some embodiments,
initiating contact to the customer on behalf of the entity may
turther comprise unblocking the autodialer from dialing and/
or messaging one or more phone numbers associated with the
customer. In some embodiments, 1nitiating contact to the
customer may comprise adding one or more telephone num-
bers to the dialer file such that after the telephone numbers are
added to the dialer file the customer can be contacted at a
specific telephone number on behalfl of the enftity. In some
embodiments, the system may automatically initiate contact
to the customer by removing any restrictions related to the
entity contacting the customer during the specified period of
time.

FI1G. 7 provides a block diagram illustrating an exemplary
financial 1nstitution banking system 700 1n greater detail, 1n
accordance with embodiments of the invention. The banking
system 700 may be the entity system that provides for the
system and method disclosed in FIG. 1. As 1llustrated 1n FIG.
7, 1n one embodiment of the mvention, the banking system
700 1includes a processing device 720 operatively coupled to
a network communication interface 710 and a memory device
750. In certain embodiments, the banking system 700 1s oper-
ated by a first entity, such as a financial 1nstitution, while 1n
other embodiments the banking system 700 1s operated by an
entity other than a financial institution.

It should be understood that the memory device 750 may
include one or more databases or other data structures/reposi-
tories. The memory device 750 also includes computer-ex-
ecutable program code that instructs the processing device
720 to operate the network communication interface 710 to
perform certain communication functions of the banking sys-
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tem 700 described herein. For example, in one embodiment of
the banking system 700, the memory device 750 includes, but
1s not limited to, a network server application 770, a customer
account data repository 780, which includes customer
account information 784, a decision engine 790, an event
monitoring routine 792, and other computer-executable
instructions or other data. The computer-executable program
code of the network server application 770 or the event moni-
toring routine 792 may 1nstruct the processing device 720 to
perform certain logic, data-processing, and data-storing func-
tions of the banking system 700 described herein, as well as
communication functions of the banking system 700.

In an embodiment, the customer account data repository
780 1ncludes customer account information 784. The cus-
tomer account information may include account history for
the customer, demographic information for the customer, any
notations made by the customer or a representative on the
customer’s file, and the like.

In some embodiments, the event monitoring routine 792
facilitates monitoring of disaster relietf events associated with
customer accounts. In an embodiment, the event monitoring
routine 792 tracks when to discontinue using a contact to
communicate with the customer via one or more channels.
For example, the event monitoring routine 792 may i1dentity
when a disaster relief event has been created, based on the
system and method disclosed in FIG. 1, and associate the
customer account with the disaster relief event.

As used herein, a “communication interface” generally
includes a modem, server, transceiver, and/or other device for
communicating with other devices on a network, and/or a user
interface for communicating with one or more users. Refer-
ring again to FIG. 7, the network communication interface
710 1s a communication interface having one or more coms-
munication devices configured to communicate with one or
more other devices on the network, such as a representative
work station, an autodialer, a customer contact, and the bank-
ing system 700. The processing device 720 1s configured to
use the network communication interface 710 to transmit
and/or receive data and/or commands to and/or from the other
devices connected to a network to allow communication
between the devices.

FIG. 8 provides a block diagram 1llustrating technical com-
ponents for a system 800, in accordance with an embodiment
of the present disclosure. As illustrated, the system 800
includes a customer 810, an entity computer platform 820, a
representative workstation 830 for a representative 812 and a
network 840. It will be understood that the representative 812
has access to the representative workstation 830.

As shown 1n FIG. 8, the entity computer platform 820 and
representative workstation 830 are each operatively and
selectively connected to the network 840, which may include
one or more separate networks. In addition, the network 840
may include a local area network (LAN), a wide area network
(WAN), and/or a global area network (GAN), such as the
Internet. It will also be understood that the network 840 may
be secure and/or unsecure and may also include wireless
and/or wireline technology. The network 840 may be used to
communicate with the customer 810 via the contact.

As shownin FIG. 8, 1n accordance with some embodiments
of the present invention, the representative workstation 830
includes a communication interface 832, a processor 833, a
memory 834 having a pop-up routine 833 stored therein, an
autodialer or a connection to an autodialer 836, and a user
interface 837. In such embodiments, the communication
interface 832 is operatively and selectively connected to the
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processor 833, which 1s operatively and selectively connected
to the user interface 837, the memory 834 and the autodialer

830.

The user intertface 837 may allow the representative work-
station 830 to receive data from the customer 810. In an
embodiment, the representative workstation 830 may include
any of a number of devices allowing the representative 812 to
control the representative workstation 830 and communicate
with the customer 850, such as a keypad, keyboard, touch-
screen, touchpad, microphone, mouse, joystick, stylus, other
pointer device, button, soit key, and/or other input device(s).
In some embodiments, the user interface 837 also includes
one or more user output devices, such as a display and/or
speaker, for presenting information to the representative 812.

Each communication intertace described herein, including,
the communication interface 832 and 822, generally includes
hardware, and, in some instances, software, that enables a
portion of the system 800, such as the processor 833 to trans-
port, send, recetve, and/or otherwise communicate informa-
tion. For example, the communication interface 832 of the
representative workstation 830 may include a modem, server,
electrical connection, and/or other electronic device that
operatively connects the representative workstation 830 to
another electronic device, such as the electronic devices that
make up the entity computer platform 820 and/or the elec-
tronic device of the customer 810.

Each processor described herein, including the processor
833 and 824, generally includes circuitry for implementing
the audio, visual, and/or logic functions of that portion of the
system 800. For example, the processor may include a digital
signal processor device, a microprocessor device, and various
analog-to-digital converters, digital-to-analog converters,
and other support circuits. Control and signal processing
functions of the system in which the processor resides may be
allocated between these devices according to their respective
capabilities. The processor may also include functionality to
operate one or more software programs based at least partially
on computer-executable program code portions thereof,
which may be stored, for example, 1n a memory device, such
as the memory 834 of the representative workstation 830 and
the memory 826 of the entity computer platiorm 820.

Each memory device described herein, including the
memory 834 for storing the pop-up routine 835 and the
memory 826 of the enfity computer platform 820, may
include any computer-readable medium. For example,
memory may include volatile memory, such as volatile ran-
dom access memory (RAM) having a cache area for the
temporary storage of data. Memory may also include non-

volatile memory, which may be embedded and/or may be
removable. The non-volatile memory may additionally or

alternatively include an EEPROM, flash memory, and/or the
like. The memory may store any one or more of pieces of
information and data used by the system 1n which 1t resides to
implement the functions of that system.

As shown 1n FIG. 8, the memory 834 of the representative
workstation 830 includes the pop-up routine 835. The pop-up
routine 835 provides alerts and/or information to the repre-
sentative relating to the customer, the contact, or the call. For
example, the pop-up routine may determine that the customer
resides 1n a state having restrictions on certain questions
during a phone call from a financial institution. The pop-up
routine would display a special screen before or during the
communication with the customer providing information on
the restrictions. In some embodiments, the pop-up routine

835 includes computer-executable program code portions for
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instructing the processor 833 to perform one or more of the
functions of the pop-up routine 835 described and/or contem-
plated herein.

It will be understood that the representative workstation
830 can be configured to implement one or more portions of
the process tlows described and/or contemplated herein. For
example, 1n some embodiments, the representative worksta-
tion 830 1s configured so that the communication interface
832 1s operatively and selectively linked to the entity com-
puter platform 820 to recerve autodialing campaigns or con-
nect to an autodialer. For instance, information regarding the
customers that will be contacted during an autodialing cam-
paign, e.g. contacts, account history, or the like. In other
embodiments (not shown) an application may be stored in the
memory 834 of the representative workstation 830 that
enables the workstation to perform some or all of the steps of
process tlow 100.

FIG. 8 also 1llustrates a entity computer platform 820, 1n
accordance with an embodiment of the present invention. The
entity computer platform 820 may include any computerized
apparatus that can be configured to perform any one or more
of the functions of the enfity computer platform 820
described and/or contemplated herein. In accordance with
some embodiments, for example, the entity computer plat-
form 820 may include an engine, a platform, a server, a
database system, a front end system, a back end system, a
personal computer system, and/or the like. In some embodi-
ments, such as the one illustrated 1n FIG. 8, the entity com-
puter platform 820 includes a communication interface 822, a
processor 824 and a memory 826. In some embodiments, as
illustrated 1n FIG. 8, customer data (such as contacts, trans-
actional data, account history data, social network data and
Internet data) 827, a decision engine 828, and an autodialing
routine 829 may be stored in memory 826. The customer data
827 may have been previously collected and stored 1n the
memory 826 of the entity computer platiorm 820, or the entity
computer platform may actively collect customer data 827 by
using the communication interface 822 to access the network
840 and only temporarily saves the customer data 827 to the
memory to be accessed by the processor 824. The communi-
cation interface 822 1s operatively and selectively connected
to the processor 824, which 1s operatively and selectively
connected to the memory 826.

It will be understood that the entity computer platiorm 820
can be configured to implement one or more portions of the
process flows described and/or contemplated herein. For
example, 1n some embodiments, the entity computer platform
820 1s configured so that the processor uses a decision engine
to determine whether a disaster relief event has been created
and then instructs the autodialer whether or not to communi-
cate with the customer via the contact. In certain embodi-
ments the autodialing routine 829, stored in memory 826, 1s
configured to control an autodialer. The autodialer may be
integral with the system or may be external to the system yet
connected over the network 840. In yet other embodiments,
the decision engine 828 stored in memory 826 1s configured to
determine 1f a disaster relief event 1s needed and, if so, deter-
mine 11 the disaster relief event has been created.

It will be understood that the embodiment illustrated 1n
FIG. 8 1s exemplary and that other embodiments may vary.
For example, 1n some embodiments, some or all of the por-
tions of the system 800 may be combined into single portion.
Specifically, 1n some embodiments, the entity computer plat-
torm 820 1s configured to perform all of the same functions of
those separate portions as described and/or contemplated
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herein. Likewise, in some embodiments, some or all of the
portions of the system 800 may be separated into two or more
distinct portions.

While certain exemplary embodiments have been
described and shown in the accompanying drawings, 1t 1s to
be understood that such embodiments are merely illustrative
of and not restrictive on the broad invention, and that this
invention not be limited to the specific constructions and
arrangements shown and described, since various other
updates, combinations, omissions, modifications and substi-
tutions, 1 addition to those set forth in the above paragraphs,
are possible.

The steps and/or actions of a method or algorithm
described in connection with the embodiments disclosed
herein may be embodied directly in hardware, 1n a software
module executed by a processor, or in a combination of the
two. A soltware module may reside in RAM memory, flash
memory, ROM memory, EPROM memory, EEPROM
memory, registers, a hard disk, a removable disk, a CD-ROM,
or any other form of storage medium known 1n the art. An
exemplary storage medium may be coupled to the processor,
such that the processor can read information from, and write
information to, the storage medium. In the alternative, the
storage medium may be integral to the processor. Further, 1n
some embodiments, the processor and the storage medium
may reside 1 an Application Specific Integrated Circuit
(ASIC). In the alternative, the processor and the storage
medium may reside as discrete components 1n a computing,
device. Additionally, in some embodiments, the events and/or
actions ol a method or algorithm may reside as one or any
combination or set of codes and/or mstructions on a machine-
readable medium and/or computer-readable medium, which
may be icorporated into a computer program product.

In one or more embodiments, the functions described may
be implemented in hardware, software, firmware, or any com-
bination thereof. If implemented in software, the functions
may be stored or transmitted as one or more nstructions or
code on a computer-readable medium. Computer-readable
media includes both computer storage media and communi-
cation media including any medium that facilitates transter of
a computer program irom one place to another. A storage
medium may be any available media that can be accessed by
a computer. By way of example, and not limitation, such
computer-readable media can comprise RAM, ROM,
EEPROM, CD-ROM or other optical disk storage, magnetic
disk storage or other magnetic storage devices, or any other
medium that can be used to carry or store desired program
code 1n the form of instructions or data structures, and that can
be accessed by a computer.

Also, any connection may be termed a computer-readable
medium. For example, 1f software 1s transmitted from a web-
site, server, or other remote source using a coaxial cable, fiber
optic cable, twisted pair, digital subscriber line (DSL), or
wireless technologies such as infrared, radio, and microwave,
then the coaxial cable, fiber optic cable, twisted pair, DSL, or
wireless technologies such as infrared, radio, and microwave
are included 1n the definition of medium. “Disk” and “disc”,
as used herein, include compact disc (CD), laser disc, optical
disc, digital versatile disc (DVD), floppy disk and blu-ray disc
where disks usually reproduce data magnetically, while discs
usually reproduce data optically with lasers. Combinations of
the above should also be 1included within the scope of com-
puter-readable media.

Computer program code for carrying out operations of
embodiments of the present invention may be written in an
object oriented, scripted or unscripted programming lan-
guage such as Java, Perl, Smalltalk, C++, or the like. How-
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ever, the computer program code for carrying out operations
of embodiments of the present invention may also be written
in conventional procedural programming languages, such as
the “C” programming language or similar programming lan-
guages.

Embodiments of the present invention are described below
with reference to tlowchart illustrations and/or block dia-
grams ol methods, apparatus (systems), and computer pro-
gram products. It may be understood that each block of the
flowchart 1llustrations and/or block diagrams, and/or combi-
nations of blocks 1n the flowchart illustrations and/or block
diagrams, can be implemented by computer program instruc-
tions. These computer program instructions may be provided
to a processor of a general purpose computer, special purpose
computer, or other programmable data processing apparatus
to produce a machine, such that the instructions, which
execute via the processor of the computer or other program-
mable data processing apparatus, create mechanisms for
implementing the functions/acts specified 1n the flowchart
and/or block diagram block or blocks.

These computer program istructions may also be stored in
a computer-readable memory that can direct a computer or
other programmable data processing apparatus to function 1n
a particular manner, such that the instructions stored 1n the
computer readable memory produce an article of manufac-
ture including instruction means which implement the func-
tion/act specified 1in the flowchart and/or block diagram
block(s).

The computer program instructions may also be loaded
onto a computer or other programmable data processing
apparatus to cause a series of operational steps to be per-
formed on the computer or other programmable apparatus to
produce a computer-implemented process such that the
instructions which execute on the computer or other program-
mable apparatus provide steps for implementing the func-
tions/acts specified in the flowchart and/or block diagram
block(s). Alternatively, computer program implemented
steps or acts may be combined with operator or human 1mple-
mented steps or acts in order to carry out an embodiment of
the mvention.

Those skilled 1n the art may appreciate that various adap-
tations and modifications of the just described embodiments
can be configured without departing from the scope and spirit
of the invention. Therefore, 1t 1s to be understood that, within
the scope of the appended claims, the invention may be prac-
ticed other than as specifically described herein.

What 1s claimed 1s:

1. A system for temporarily suspending customer contact
associated with disaster relietf events, the apparatus compris-
ng:

a memory;

one or more computing processors; and

a soltware module stored in the memory, said software

module comprising instruction code executable by one
or more computing processors, and configured to cause
the one or more computing processors to:

create a disaster relief event associated with a plurality of

customer accounts maintained by an entity, wherein the
disaster reliel event comprises one or more parameters
that identity locations associated with the disaster relief
event;

create a temporary dialer file for use 1n contacting the

plurality of customers in reference to the accounts,
wherein the temporary dialer file 1s based at least par-
tially on the one or more parameters of the disaster relief
event, and wherein creating the temporary dialer file
COMprises:
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determining to exclude a telephone number from the
temporary dialer file 1n response to determining the
telephone number 1s associated with the disaster relief
event, and

determining to exclude a telephone number from the
temporary dialer file in response to determining the
account related to the telephone number 1s associated
with the disaster relief event;

wherein the customer has a first and second account main-

tained by the entity, and wherein the disaster relief event
1s only associated with the first account;

automatically suspend contact to one or more customers

based at least partially 1n response to the telephone num-

bers of the one or more customer being excluded from

the temporary dialer file, wherein automatically sus-

pending contact comprises:

determining to not contact a customer based at least
partially on determining the reason for contacting the
customer 1s associated with the first account; and

determining to contact a customer based at least partially
on determining the reason for contacting the customer
15 associated with the second account.

2. The system of claim 1, wherein the system 1s further
configured to determine to not automatically suspend contact
to one or more customers based at least partially the delin-
quency stage or product type of the one or more customer
accounts.

3. The system of claim 2, wherein determining to not
automatically suspend contact to one or more customers
based at least partially the delinquency stage or product type
of the one or more customer accounts further comprises the
system being configure to:

determine to not exclude a telephone number from the

dialer file 1n response to determining the account related
to the telephone number 1s a predetermined number of
days 1n payment arrears or associated with a predeter-
mined product type.

4. The system of claim 1, wherein the system 1s further
configured to present, to a user, a warning message associated
with the disaster relief event, wherein the warning message
indicates at least one customer telephone number or account
has been associated with the disaster relief event, and wherein
the warning 1s presented on a user interface associated with
the user.

5. The system of claim 4, wherein the warning message 1s
configured to allow the user to:

request, via the user interface, to recerve additional infor-

mation related to the disaster relief event,
acknowledge, via the user interface, that the warning was
recerved,

override, via the user interface, the warning message and

not automatically suspend contact to one or more cus-
tomers, or

manually select, via the user interface, to automatically

suspend contact to one or more customers.

6. The system of claim 1, wherein the entity contacts the
customer using an automated dialer, and wherein automati-
cally suspending contact to the customer on behalf of the
entity comprises:

blocking the automated dialer from dialing one or more

telephone numbers associated with the customer.

7. The system of claim 6, wherein a non-temporary dialer
file comprising the one or more telephone numbers associated
with the customer 1s stored in the memory, and wherein
creating the temporary dialer file comprises removing one or
more telephone numbers from the non-temporary dialer file
such that after removing the one or more telephone numbers
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from the non-temporary dialer file the plurality of customers
cannot be contacted at the one or more telephone numbers on
behalf of the entity.
8. The system of claim 1, wherein the system 1s configured
to provide a user interface for creating the disaster relief
event, and wherein the user interface 1s configured to auto-
matically import information into at least one user input field
within a user interface, and wherein the imported information
1s 1n an aggregated format.
9. The system of claim 1, wherein the system 1s further
configured to:
receive, via user iput ito a user interface, a request to
delete the disaster reliel event associated with a cus-
tomer having the at least one account maintained by an
entity; and
in response to receiving the request to delete the disaster
relief event, automatically 1nitiate contact to the cus-
tomer on behalf of the entity.
10. A computer program product for temporarily suspend-
ing customer contact associated with disaster relief events,
the computer program product comprising:
a non-transitory computer readable storage medium hav-
ing computer readable program code embodied there-
with, the computer readable program code comprising:
a computer readable program code configured to create a
disaster relief event associated with a plurality of cus-
tomer accounts maintained by an entity, wherein the
disaster relief event comprises one or more parameters
that identily locations associated with the disaster relief
cvent,
a computer readable program code configured to create a
temporary dialer file for use in contacting the plurality of
customers 1n reference to the accounts, wherein the tem-
porary dialer file 1s based at least partially on the one or
more parameters of the disaster relief event, and wherein
creating the temporary dialer file comprises:
determining to exclude a telephone number from the
temporary dialer file in response to determining the
telephone number 1s associated with the disaster relief
event, and

determining to exclude a telephone number from the
temporary dialer file 1n response to determining the
account related to the telephone number 1s associated
with the disaster relief event;
wherein the customer has a first and second account main-
tained by the entity, and wherein the disaster relief event
1s only associated with the first account;
a computer readable program code configured to automati-
cally suspend contact to one or more customers based at
least partially 1n response to the telephone numbers of
the one or more customer being excluded from the tem-
porary dialer file, wherein automatically suspending
contact comprises:
determining to not contact a customer based at least
partially on determining the reason for contacting the
customer 18 associated with the first account; and

determining to contact a customer based at least partially
on determining the reason for contacting the customer
1s associated with the second account.

11. The computer program product of claim 10, the com-
puter program product further comprising a computer read-
able program code configured to determine to not automati-
cally suspend contact to one or more customers based at least
partially the delinquency stage or product type of the one or
more customer accounts.

12. The computer program product of claim 11, the com-
puter program product further comprising a computer read-
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able program code configured to determine to not exclude a
telephone number from the dialer file 1n response to deter-
mimng the account related to the telephone number 1s a pre-
determined number of days 1n payment arrears or associated
with a predetermined product type.

13. The computer program product of claim 10, the com-
puter program product turther comprising a computer read-
able program code configured to present, to a user, a warning
message associated with the disaster relief event, wherein the
warning message indicates at least one customer telephone
number or account has been associated with the disaster relief
event, and wherein the warning 1s presented on a user inter-
face associated with the user.

14. The computer program product of claim 13, wherein
the warning message 1s configured to allow the user to:

request, via the user interface, to recerve additional infor-

mation related to the disaster relief event,
acknowledge, via the user interface, that the warning was
recerved,

override, via the user interface, the warning message and

not automatically suspend contact to one or more cus-
tomers, or

manually select, via the user interface, to automatically

suspend contact to one or more customers.

15. A method for temporarily suspending customer contact
associated with disaster relief events, the method comprising:

creating a disaster relief event associated with a plurality of

customer accounts maintained by an entity, wherein the
disaster relief event comprises one or more parameters
that 1dentily locations associated with the disaster relief
cvent;

creating a temporary dialer file for use i contacting the

plurality of customers i1n reference to the accounts,

wherein the temporary dialer file 1s based at least par-

tially on the one or more parameters of the disaster relief

event, and wherein creating the temporary dialer file

COmMprises:

determining to exclude a telephone number from the
temporary dialer file in response to determining the
telephone number 1s associated with the disaster relief
event, and

determining to exclude a telephone number from the
temporary dialer file in response to determining the
account related to the telephone number 1s associated
with the disaster relief event;
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wherein the customer has a first and second account main-
tained by the entity, and wherein the disaster relief event
1s only associated with the first account;

automatically suspending contact to one or more custom-

ers based at least partially 1n response to the telephone

numbers of the one or more customer being excluded

from the temporary dialer file, wherein automatically

suspending contact comprises:

determining to not contact a customer based at least
partially on determining the reason for contacting the
customer 1s associated with the first account; and

determining to contact a customer based at least partially
on determining the reason for contacting the customer
1s associated with the second account.

16. The method of claim 15, wherein the method further
comprises determine to not automatically suspend contact to
one or more customers based at least partially the delinquency
stage or product type of the one or more customer accounts.

17. The method of claim 16, wherein determining to not
automatically suspend contact to one or more customers

based at least partially the delinquency stage or product type
of the one or more customer accounts further comprises the

system being configure to:
determine to not exclude a telephone number from the

dialer file 1n response to determining the account related
to the telephone number 1s a predetermined number of
days 1n payment arrears or associated with a predeter-
mined product type.

18. The method of claim 15, wherein the method further
comprises presenting, to a user, a warning message associated
with the disaster relief event, wherein the warning message
indicates at least one customer telephone number or account
has been associated with the disaster relietf event, and wherein
the warning 1s presented on a user 1nterface associated with
the user.

19. The method of claim 18, wherein the warning message
1s configured to allow the user to:

request, via the user intertace, to recerve additional infor-

mation related to the disaster relief event,
acknowledge, via the user interface, that the warning was
received,

override, via the user interface, the warning message and

not automatically suspend contact to one or more cus-
tomers, or

manually select, via the user interface, to automatically

suspend contact to one or more customers.
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